Standard Operating Procedure (SOP): Greeting and
Welcoming Customers Upon Entry

This SOP details the process for greeting and welcoming customers upon entry to ensure a positive first
impression. It includes guidelines on acknowledging customers promptly, using a friendly and professional tone,
offering assistance, maintaining a clean and inviting entrance area, and setting the tone for excellent customer
service throughout their visit. The aim is to create a welcoming atmosphere that fosters customer satisfaction and
loyalty.

Procedure Steps

1.

Maintain a Clean and Inviting Entrance
e Ensure the entrance area is tidy, uncluttered, and free of debris at all times.
e Display appropriate sighage, lighting, and decorations (as applicable) to create an inviting atmosphere.

. Acknowledge Customers Promptly

¢ Smile and make eye contact within 5 seconds of the customer entering.
e [f busy with another customer or task, acknowledge newcomers with a nod or gesture and address them
as soon as possible.
Greet Customers Using a Friendly and Professional Tone
e Use a standard greeting such as &€ceGood morning/afternoon, welcome to [Business Name]!a€
e Adapt greeting based on time of day or occasion (e.g., 8&€ceHappy holidays!a€).
Offer Assistance
e Ask how you may assist: &€ceHow may | help you today?a€ or &€cels there anything you're looking for in
particular?a€
e Listen attentively to their needs.
Set the Tone for Service
¢ Maintain a positive, approachable attitude.
e Demonstrate knowledge and confidence to build trust.

Responsibilities

e All frontline staff are responsible for implementing this SOP consistently.
e Supervisors/Managers should monitor adherence and provide feedback or retraining as needed.

Key Points

¢ Firstimpressions are crucial-a warm, genuine greeting can set the stage for a positive customer experience.
e Prompt acknowledgment ensures customers feel valued and welcome.
e Cleanliness and approachability reflect your brand's standards.

Review & Updates

This SOP should be reviewed semi-annually or whenever changes to procedures or customer service standards
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